































































	 Interviews	 Meetings	 Observations	Number	 137	 55	 57	Hours	 102	 80	 81	
Table	1:		Type	of	Data	Collection	Techniques	by	Number	and	Hours		 We	took	extensive	notes	during	our	meetings	with	hospital	staff,	and	our	observations	of	them	as	they	worked.		Taken	together,	the	number	of	hours	that	we	spent	in	meetings	and	engaged	in	observation	totaled	over	160	(See	Table	1).		We	attended	a	variety	of	meetings,	some	of	which	were	regularly	scheduled	(e.g.,	patient	experience	team,	staff	meetings).		Our	observations	occurred	in	various	hospital	units	and	at	a	new	employee	orientation.		We	also	gathered	a	wide	range	of	pertinent	documentary	and	digital	materials.		Among	them	were	hospital	mission,	vision,	and	value	statements,	patient	satisfaction	surveys,	employee	surveys,	hospital	newsletters	and	email	blasts,	meeting	agendas,	hospital	programs,	and	annual	reports.		
Data	analysis	We	transcribed	our	handwritten	notes	and	shared	our	work	within	the	CCT.		We	used	content	analysis	to	identify	themes	and	patterns.		For	example,	we	created	master	files	documenting	categories	such	as	employee	hypotheses	about	ABC	culture	and	hospital	success	stories.		We	triangulated	across	our	various	data	collection	techniques,	sample,	and	CCT	researchers.		Given	that	CCT	members	possessed	different	disciplinary	and	functional	knowledge,	we	were	able	to	ask	our	questions,	draw	our	inferences,	and	test	our	hypotheses	with	each	other	–	first.		That	process	gave	us	confidence	in	what	we	were	learning	and	prepared	us	to	discuss	it	with	a	broader	cross-section	of	the	hospital	staff.	The	two	stories	analyzed	here	reflect	the	contributions	of	the	CCT.		They	focus	on	patient	flow,	a	critical	ABC	issue.		The	Flow	Story	and	the	Story	of	Flow	Unlocked,	respectively,	are	based	on	statements	drawn	from	the	entire	data	set.	A	subsequent	discourse	analysis	of	sponsor	reactions	to	the	two	flow	stories	is	based	on	two	particular	discussions.		One	meeting	was	called	by	the	VP	to	review	the	content	of	the	first	of	four	quarterly	reports,	while	the	other	involved	presenting	the	first	quarterly	report	to	both	the	CEO	and	VP.		The	attitudes	and	behavior	that	the	VP	and	CEO	expressed	related	to	organizational-culture	change	were	validated	by	other	field	data.		








































































































Chloe:		Let	me	tell	you	what	we	have	done	so	far.			A:		We’ve	blown	up	the	two	flow	teams…Bettie,	David,	and	I	have	talked	about	meeting	and	huddling	to	have	one	(Mitchell:	One)	team	that	is	workable	size	that	people	can	do	to	actually	get	this	work	done.	(Mitchell:		Right!)		The	other	thing	that	we’ve	done	is	we’ve	fully	vetted	and	tried	and	know	the	weaknesses	or	strengths	of	a	number	of	different	metrics.		So,	we	are	well	on	our	way	to	getting	the	metrics	and	measurement	down	to	what	we	need	to	really	tell	the	story	of	delays	and	bottlenecks	or	whatnot…You	can’t	hide	behind	it	anymore…So,	we’ve	done	the	beginning	steps	on	these	two	pages,	Elizabeth.		When	I	first	saw	some	of	these	(recommendations),	and	we’ve	been	asked	to	talk	about	some	of	these	others	(recommendations),	I	think	we	are	well	on	our	way	to	a	beginning	effort…So,	right	on	target,	Elizabeth.		Thank	you!			About	five	minutes	later,	I	asked	Mitchell	and	Chloe	to	consider	the	following	questions:			1. “Who	will	be	responsible	for	implementation	(of	the	recommendations)?”			2. “How	will	roles	be	assigned?”			3. “Who	will	people	report	to	on	their	progress?”			4. “How	should	we	engage	the	leadership	in	general	about	change?”			Chloe	deflected,	“We	need	to	engage	the	Executive	Team	and	then	some	of	these	(responses)	need	to	flow	from	what	the	Executive	Team	feels.		Who	will	be	responsible?		Let’s	just	not	have	one	person.”		Agreeing	with	her,	Mitchell	then	reiterated	the	value	of	his	new	initiative:		This	is	where	I’m	thinking	…	To	say	we	are	doing	Enterprise-wide	Shared	Governance	is	one	thing.		If	we	just	do	it	as	a	perfunctory	exercise,	it	has	no	real	meaning.		(But)	We	can	actually	marry	these	(Cultural	Change	Project	and	Enterprise-wide	Shared	Governance)	together	and	have	Enterprise-wide	Shared	Governance	have	real	meaning,	real	functional	improvements	
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